SUPPORT YOU CAN COUNT ON
WHEN YOU NEED IT MOST

For more than 20 years, Datalink support services have helped organizations
maximize the return on investment and business impact of data storage tech-
nologies. With direct, real-time access to Datalink customer support engineers,
disruptions in your storage environment are resolved quickly and accurately,
minimizing the impact on your business and IT staff.

WHAT MAKES DATALINK A
LEADER IN CUSTOMER SUPPORT?

Responsiveness & Access

® Real-Time Support — With an industry-leading service level, Datalink
responds to the majority of initial problem reports within 60 seconds or less.
Each problem report is handled directly by a support engineer. This level of
responsiveness, along with proactive skills-based routing, ensures you get
access to the person with the right skill set right away.

® Single Point of Contact for Solution-Level Support — As the single
point of contact, Datalink offers support services for solutions comprised
of multiple vendors and products. Working with all of the industry’s leading
storage technology innovators, we offer support services for products from
Symantec Corporation, NetApp, Sun Microsystems, Hitachi Data Systems
Corporation, EMC Corporation, Data Domain, Brocade Communications, Inc.,
and a host of others.

With a solution-level support services approach, we can quickly pinpoint the
nature and cause of the problem, whether it be software or hardware related.
Consolidating support services with Datalink streamlines report-to-resolution
processes, frees up your IT team, and helps maximize uptime.

m Easy Access — Our 24/7 state-of-the-art, high volume support center provides
multiple contact options, including telephone (toll free), email, and web. Each
case is continuously monitored until resolution.
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Best Practices & Tools

® Robust Case Management Tool... — Each support case is managed by a web-based tool. You can
use this tool to open and track support cases, as well as view and share real-time updates.

m Results-Oriented Escalation — A formal escalation policy accelerates responses to questions
and resolutions to reported incidents. Automated alert notifications increase case visibility and the
sense of urgency. Formal action plans prioritize steps and owners.

® Account Team Approach — You have direct access to an expanded team of support services
management, field engineers and executive leadership. This account team approach expands
visibility and ownership of cases.

Expertise & Ongoing Training

m Skills Development & Proficiency — Support engineers participate in rigorous Datalink and manu-
facturer-led training programs and have achieved advanced-level certifications. Individual skills-based
proficiency ratings drive ongoing training and development plans, enhancing quality of service. In
addition to storage networking technology proficiency, expertise spans UNIX, Linux, and Windows
environments, as well as database applications such as Oracle, IBM DB2, Microsoft SQL, Microsoft
Exchange, and Sybase.

m Team Breadth & Depth — Beyond the core support team, you also have access to skill sets of
advanced and field-based support engineers. Advanced support teams specialize in defined
technology suites and provide level 3 and level 4 support. In addition, field-based services teams
are available for emergency onsite support as needed.

Quality of Service Focus
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m Metrics-Driven Performance — Custormer Customer Satisfaction Exceeds Industry Benchmarks

input is frequently gathered and serves as
the basis for continuous improvement of
support services practices, tools, and skill
sets. When compared with industry bench-
marks, Datalink’s quality of service ratings
consistently outperform them. Our industry-
leading support services contract renewal
rates are a testament to the quality of
service we provide.
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® Professionalism

® Communications
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® Time to Provide a Solution

m | ikeliness to Recommend
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Datalink support services help ensure your stor- Industry Datalink
age environment is performing at optimal levels
and supporting business operation requirements. Customer satisfaction monitoring and reporting services are conducted

. . L each month by SERVICE 800, a third party services provider.
Leverage Datalink support services to minimize

downtime and help your organization achieve
optimal service levels.
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